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• Universal Contact Center Reporting™ (UCCR) means delivering better insight about your 
customers’ interactions from multiple platforms such as Genesys (voice and media), 
Cisco (UCCE and UCCX), Interactive Intelligence (ININ) so you can take more effective 
management action.

• Our approach is driven by the UCCR™ that creates a unified management information 
infrastructure - bringing together information from all of your contact routing platforms, 
back office applications and workflow systems across your multi-site enterprise.

• Uniquely the UCCR™ uses event level data to provide comprehensive, accurate and 
innovative information that will dramatically improve your organization's critical Front and 
Back Office management processes:
• Workforce Management • Performance Management 
• Business Intelligence • Management Information for contact traffic

• With exceptional information for these business-critical operational areas our customers 
have been able to address their key business issues including:
• reducing costs • increasing revenues
• improving employee retention • improving customer retention

About UCCR Solution™
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how does the Universal Contact Center Reporting 
(UCCR) creates a unified management 
information infrastructure?

• Universal Contact Center Reporting™ (UCCR) consist of:

- Unified Real-Time Statistics Service (RTSS)

- Unified Call Center Statistics Service to produce real-time and historical reports (CCSS)

- Unified Work Force Management Real-Time Service (WFM RTS Connector)

- Unified Web Configuration Tool

- Unified Configuration Management Service (CMS)
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Universal Contact Center Reporting (UCCR) ™
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Unified Real-Time Statistics Service (RTSS) ™

• The RTS Service connects the tools behind the scenes and can run complex calculations 
in memory, relieving strain from multiple platforms.
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Unified Call Center Statistics Service (CCSS) ™

• The CCSS enables both historical and real-time monitoring of contact center activity. 
CCSS monitors the status and statistics related to contact center objects (such as 
Agents, Queues, Routing Points, and Interaction queues).
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Unified WFM RTS Connector (WFM RTS) ™

• Unified WFM RTS Connector connects your Genesys/Cisco/ININ/ACDs environment to a 
third-party Workforce Management (WFM) system.
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Unified Web Configuration Tool ™

• Unified Web Configuration Tool Manager is where customer sets up and maintain the 
configuration objects in the Contact Center from Genesys/Cisco/ININ multiple platforms.
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Unified Configuration Management Service ™

• Unified Configuration Management Service (CMS) merges configuration data from 
Genesys/Cisco/ININ/ACDs multiple platforms.



Universal Contact Center 
Reporting (UCCR)™

How the Prime-Contact Management 
UCCR Information Solution will 
improve your Contact Centers
Alexander Sachin
Senior Architect
alexander@maxdatalab.com

Real-Time and Historical Web presentation

• Representation of Configuration Information from multiple platforms
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Real-Time and Historical Web presentation ™

• Right side represents aggregated calculations defined by the client
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Queues/ Virtual Queues reports presentation™
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Wallboards and mobile device presentation™
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Export real-time and historical reports to XML file



Export real-time and historical reports to txt file



Export real-time and historical reports to csv file



Export real-time and historical reports to pdf file



why is the Universal Contact Center Reporting 
Solution better at producing management 
information than my existing systems?

Management Information (MI) systems within ACDs, Contact Routing Frameworks and 
workflow systems are often fundamentally flawed by design because they:

• Assume that businesses only need summary information and ‘chunk’ data, throwing 
away the original event level information

• Don’t have the ability to track transactions ‘cradle to grave’ or carry out a detailed root-
cause analysis

• Have fixed time intervals and don’t allow flexibility in calculation and/or counting methods  
in line with your business requirements (often leading to inaccuracies and misalignment 
to other MI sources being used)

• Don’t exchange or consolidate MI data easily with systems from other manufacturers
• Don’t collect and store event data from the Network Routing, Self Service Applications 

(IVR, ASR and Queue Buster etc.) and the back office (applications and workflow 
systems) to provide a complete picture of performance and the customer experience

• Provide a maze of reports, often in fixed formats, with no focus on business issues
• Don’t follow a standard MI format and are proprietary to individual system manufacturers



why is the Universal Contact Center Reporting 
Solution better at producing management 
information than my existing systems?

• Comprehensive - collect and report data from multiple platforms to connect your 
operation together. The UCCR™ connects to all your contact routing platforms, back office 
applications and workflow systems at every site using CCS and RTS Services. Collected data 
can be used for reporting using Business Intelligence or your own BI applications as well as 
your workforce management and performance management systems via Distribution Services.

• Accurate - Event Driven Reporting™ (EDR)
The UCCR™ works by providing event level CTI and workflow data which is exposed for use by 
you and from which reporting information can be created. This approach enables the UCCR™ to 
provide accurate information that precisely matches your business needs and unlike reporting 
systems within existing ACDs does not make a presumption about what information you will 
need, how this should be calculated or the time intervals that you need it for.

• Innovative - normalized data and a structure that enables real Business Intelligence
Within the UCCR™ events from contact routing and back office workflow systems are 
normalized and stored within a single data structure that has been optimized for reporting. This 
combination makes it easy for you to query the database to create innovative and meaningful 
Business Intelligence.
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conclusion

‘Our Universal Management Solution produces substantial 
business benefits that no other company can provide’

• Universal Contact Center Reporting Solution (UCCR)™ means delivering better 
insight about your customers’ interactions so you can take more effective 
management action.

• With comprehensive, accurate and innovative insights from the Universal Contact 
Center Reporting (UCCR)™ Solution you will be able to enhance service and reduce 
costs by dramatically improving your organization's 4 critical operational areas:
• Workforce Management - front & back office
• Performance Management - front & back office 
• Business Intelligence - for workflows and interactions
• Management Information System (MIS) - for managing contact traffic

Contact us for demo at alexander@maxdatalab.com


